
----.......
A.A""''''~l;L*r%p.~.1
PENNSYLVANIA

PUC
,W,',>,',',',',',',',,',,',',',',',',',',',',',','·,'.. _. ._,..'.~

f'U.BLlC UTlUrt COMMISSION

COMMONWEALTH OF PENNSYLVANIA
PENNSYLVANIA PUBLIC UTILITY COMMISSION
P.O. BOX 3265, HARRISBURG, PA 17105-3265

June 29, 2010

IN REPLY PLEASE
REFER TO OUR FILE

M-2010-2182387
M-00900239

MARLENE H DORTCH
OFFICE OF THE SECRETARY
FEDERAL COMMUNICATIONS COMMISSION
445 12TH STREET SW
ROOM TW-B204
WASHINGTON DC 20554

Re: FCC CG Docket No. 03-123
DA 10-1090
Submission of Pennsylvania's 2010 TRS Annual Consumer Complaint Log
Summary for the12-month period ending May 31, 2010

Dear Ms. Dortch:

In accordance with 47 CPR § 64.604 (c)(I), please find enclosed for filing in the above
captioned docket an original and four (4) copies of the annual consumer complaint log summaries for
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31,
2010. AT&T Relay Services is Pennsylvania's traditional TRS and STS provider, and Hamilton
Telecommunications is Pennsylvania's captioned telephone voice-carry-over relay service (CTRS)
provider. The providers have maintained the consumer complaints logs and have prepared the
enclosed complaint log summaries. These logs cover all complaints to the service providers. The
Pennsylvania Public Utility Commission's Bureau of Consumer Services has no registered TRS or
CTRS complaints for this report period.

If you have any questions or need additional information, please contact Eric Van Jeschke at
(717) 783-3850 or ejeschke@state.pa.us.

Rosemary Chiavetta
Secretary

cc: Elaine McDonald, PUS
Kathleen Aunkst, Secretary's Bureau
Eric Van Jeschke, PUC PUS
Louise Fink Smith, PUC LAW
Arlene Alexander, (e-mail copy only)

Enclosures
Original and 4 copies



AT&T RELAY SERVICES
PENNSYLVANIA RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1,2009 through May 31,2010

€1 at&t

AT&T RELAY SERVICES
PENNSYLVANIA

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010
Complaint Summary by Category

Transparency 0 0 0 0 0 0 0 0 0 0 :l 0 :l

Confidentiality 0 0 0 0 0 0 0 0 0 0 0 0 0

Verbatim 0 :l 0 0 0 0 0 0 0 :l 0 0 2

Typing Issues 0 0 0 0 0 0 0 0 0 0 0 0 0

In call Replacement 0 0 0 0 0 0 0 0 0 0 0 0 0

Answer Performance 0 0 0 0 0 0 0 :l 0 0 0 0 :l

Gender Accommodation 0 0 0 0 0 0 0 0 0 0 0 0 0
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PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009- MAY 2010

JUNE 2009 - Nothing to report

JULY 2009

TTY July 2,2009
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the PelIDsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: July 2, 2009

AUGUST 2009- Nothing to report

SEPTEMBER 2009 - Nothing to report

OCTOBER 2009 - Nothing to report

NOVEMBER 2009- Nothing to report

DECEMBER 2009- Nothing to report

JANUARY 2010

Voice January 14,2010
The customer complained he/she had difficulty reaching the relay service.
Category: Answer/Wait Time
Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the customer's inconvenience. Referred to technical team for review.
Contact Closed: January 14,2010
FCC: Answer Performance

FEBRUARY 2010- Nothing to report

MARCH 2010

TTY March 18,2010
The customer complained the CA had not relayed the call verbatim.
Category: Other (CA/OPR)
Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.
Contact Closed: March 18, 2010
FCC: Verbatim

PA·FCC2010.docx 6/17/2010



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY

JUNE 2009 - MAY 2010

APRIL 2010

TTY April 16, 2010
The customer complained the CA did not remain transparent.
Category: Other (CA/OPR)
Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer
Care Center.
Resolution: Apologized for the inconvenience, and assured the customer the CAts manager
would follow up accordingly.
Contact Closed: April 19, 2010
FCC: Transparency

MAY 2010- Nothing to report

PA-FCC2010.docx 6/17/2010



Pennsylvania CTRS 2010 FCC Complaint Report
6/1/09 to 5/31/10

Captel--Complaints

Inquire Date 10/7/2009
Record ID 20197
Call Taken By Customer Service Rep
CANumber
Responded By Tina
Response Date 10/7/2009
Resolution Date 10/7/2009

Captel--Complaints

Inquire Date 1/25/2010
Record ID 20747
Call Taken By Operations Mgr
CANumber
Responded By Diane
Response Date 1125/2010
Resolution Date 1/25/2010

External Complaints--Miscellaneous

Inquire Date 3/17/2010
Record ID 20973
Call Taken By Customer Service Rep
CANumber
Responded By Tina
Response Date 3/17/2010
Resolution Date 3/17/2010

Customer inquired if requested CapTel information had been mailed.

Customer Service verified that the information had been mailed and
explained that if it was not received in the next few days to contact
Customer Service. Customer understood.

Customer stated that when placing a call through CapTel they receive
a bill for long distance and the call should not be long distance.

Assistant Operations Manager verified the number the customer was
dialing and stated that because of adding the" 1" plus 1adigits that
this could be why it is billing for long distance, but directed customer
to CapTel for follow up. Assistant Operations Manager put customer
in touch with CapTel customer service to resolve the issue.

Customer stated that they have a second line for their CapTel device
but they are now receiving calls on that line that are from
telemarketers. Customer inquired what they could do to stop those
calls.

Customer Service apologized and stated that the second line is the
same as any other phone line and if they are receiving telemarketer
calls on this line they can register the line with the national do not call
list and also may contact their provider to set the phone as unlisted.
Customer understood.



PA PUC Docket No. M-2010·2182387

Tracking # Dato of Time of Call Agency State Agent# Category # Nature of ComplalOt Explanation of Resolulion or Status Date Resolved Rep.
Complaint Program of Compia lOt Initials

12339 61812009 2:25:00 PM Product NA 33060 DlalinglSatup - Call WaiDn Advised customer to delate mlstakan Call Waiting block code. 61812009 3:16:00 OG
PM

12439l 611212009 4:00:00 PM Tachnical NA 22030 captions - stop in middle 0 Investigated matter and found isolaled incidant idanllfying lI1er i"!i12120094:30:oo MF
caU was on issue at the CA', wornstatlon, lI1us causing the moden PM

connecllon to drop and captions to stop In lI1a mlddlo of tho call
OS Rap folloWed up wlll1 cuslomer to Infonn tham of II1ls flndin
and apologized for this exparience.

12556 611812009 4:00:00 PM Product NA 33070 DialinglSetup - Dialing Advised proper programming of dialing prefIX for Ou1bOWld 6118120094:15:00 EY
Prefix captioned calling. PM

12864 m12009 10:30:00 AM Product NA 33110 Dialing Issua • Using Pulse Advised customer 10 change phona .aWng from tona to pulse. 7171200910:40:00 EY
instaad ofTona dialing or This rasolvad CIIStoma~. axparionce. AM

129592 7/1312009 9:45:00 AM Product NA 33060 Dialing Issua •Can't dial Advised customer 10 tum off 2-Une mode In lI1e menu of tha 7/1312009 K!N
out in caption moda capTel phona becausa customar usas ona phone line with 10:20:00 AM

CapTel. Confirmed this resolved custome~s experience.

12985' 7/1412009 8:2Q:00AM Service NA 11030 Accuracy of captions Customar noled acaptioned call where aphantom word 7/14120098:45:00 JR
appeared at tha end of tha convarsation. OS Rep apologized 10 AM
Incidence and thankad cu.tomer for bringing her experlence t
our ettenllon. Call detall was shared with Call Canter
managemont for follow up with tha CA by the CA', .upe",l,or.

13059' 7/1712009 8:45:00 AM Sanrice NA 11030 Accuracy of captions Customar sh?",d f89dback re9ardin9 accuracy of capllon" and 711712009 8:50:00 JG
provided .pejiJflc call date. CS Rep apologized for incidenca AM
and thenked customer for the feedback. Call datall wes shara
with Call Conler managamant for folloW up with the CA by the
CA's sUPB",lsor.

13066< 7/1712009 lt15:ooAM Tachnlcal NA 22990 Tachnical· Genaral The Caplal Sanrice racording that prompts the caller to enter 7/1712009 ST
tha number lI1ay want 10 dial was temporarily out Of order, Ihu 1t20:00 AM
the callar did not know when to anter Iha number thay were
calling. CSR advlsad customer 10 anlar the numbar lI1ey wishe
to callener a 5sacond pause. Tachnical support then resat
equlpmant resolving tha Issua complately.

13202C 712412009 9:15:00 AM Producl NA 33060 OlallnglS~tup - Call Wailln Advised customar of proper programming of Call Wailing blOC! 712412009 9:30:00 MF
lorauceo,s!ul outbound captioned calling. Confinnad this AM
adJustmant resolved customa~s axparienca.

13249 712712009 1:45:00 PM Product NA 33070 Dialing/Setup - Dialing Advised propar programming of dlalln9 prefix for outbound 7127120091:55:00 ST
Prefix captioned callil1ll. PM

136901 611812009 2:15:00 PM Product NA 33070 D1allnglSelup • Dialing Advised propar programming of dialing prefix for outbound 6118120092:30:00 JR
Prefix captionad calling. Confinnad this adjustmant rasolved PM

custome~s exparlance.

14156 911412009 9:55:00 AM Tachnical NA 22030 CapUons • stop In mlddla 0 Callar identified specific captioned call lI1at capUons sloppad I 9/1412009 MF
call the middle of. Further InvestigaUon found that CA 11606110gge 2:30:00 PM

muiliple issuas In a!roubla tickel on tha call. Throughoullhe call
tha CA notad audio difficulllas. CSR shared this wlll1 the
cuslomar and advised thal,hould they ever experiance
difficUlty like II1ls again, thay havelha ablUty to tum captions 0
and back on durtng a2-Una call 10 a'tabllsh anew connecUor
with tha caplloning ,a",lce while lI1e other party remains
connectad on Une 1. Caller saDsfied.

14156 91141200 10:30:00AM Product NA 33110 Dialing Issua • Using Pulse Advised customar to changa phone .elUng !rom lone to pul,e. 9/1412009 TJ
Instead Of Tone or Tone 10:40:00 AM

14159 911412009 1t:00:00 AM Product NA 33110 Dialing Issue· Using Pulse Advisad customar to change phone setllng from tonato pulse. 911412009 ST
Instaad of Tone orTone This resolved custome~, experience. 11:25:00 AM



PA PUC Docket No. M-2010-2182387

Tracklllg # Date 01 Time 01 Call Agency State Agent# Category # Nature 01 Compl,unt ExplanatIOn of Resolution or Status Date Resolved Rep.
Complaint Program of Complaint Initials

14193 911512009 1:00:00 PM Product NA 33110 Dialing Issua - Using Pulse Advised customer to change phone seltlng from tone 10 pulse. 911512009 1:15:00 JR
instead oITone or Tone This resolved cuslome(s experience. PM

14303 911812009 2:05:00 PM Technical NA 22030 Caplions - stop in middle 0 Customer Identified specific call where caplions seemed to Sla 19/21120091;15:00 MF
call end stop throughout CSR fuJiher Investigated the call and PM

found no trOUble 10 cause this experience. CSR senl customer
letter explaining this end encouragad cuslomer to document
dale, tima, and CAJI delalls of any specifio calls where Issues
are experienced. Advised customer that the experience mey
hava been due to the aUdio on the call pausing throughoul

14372 912412009 11:00:00 AM Product NA 33060 Dialing/Selup - Call waiUn Advised oustomer to delete mistaken Call wa~ing block coda.. 9/24/2009 MP
Confilll1ed this adjustmenl resolved custome(s experience. 11:10:00 AM

1495911012712009 1:45:00 PM Product NA 33060 Dialing Issue -can' dlel Daughlar called in (nol at CapTel's location) saying customar i 1012712009 ST
out in caption mode having difficulties making outgoing calls. Daughter wanted to ~:55:ooPM

furiher troublashooting while al cusloma(s house to ensure th t
communication is done without frustration since she Is
concemed that customerwould nol be eble handle
troubleshooting on her<mn If the CapTel is notworking.
Customer is now able to succeSSfully make capUoned calls.
Dialing records ShOW some mlsdlaling.

15082 1113/2009 11:15:00AM Product NA 33110 Dialing Issua - Using Pulse Advised cuslomer 10 change phone seltlng from tone to pUlse. 111312009 RC
InSlaad oITone orlone This resolved custome~s experience. lt20:ooAM

15162 111612009 12:45:00 PM Product NA 33110 Dialing Issue - Using Pulse Advised customer to change phone setting from tone to pulse. 11/6/20091;15:00 JL
instead of Tone or Tone This resolved custome(s experienoe. PM

15390' 11/1912009 8:25:00 AM Service NA 11030 Accuracy of captions Customer shared feedback regarding accuracy of captions. CS 11/1912009 JR
Rep apologized for incidence and thenked customar for bonging 8:35:00 AM
their experience to our attention. Since customer did not have
speolfic examples, asked customer to document the dele, time
and CM of eny future calls to ellow us 10 take specific action
with the CA captioning the call.

15427 1112012009 1:45:00 PM PrOduel NA 33110 Dialing Issue· Using Pulse Advised customer on how to change phone selling from tone t 1112012009 KW
instead oITone or Tone puise. 1:50:00 PM
insteed of Pulse

15497 1112312009 12:00:00 PM Service NA 11030 Accurecy of captions Customer referenced generellzed Inaccurate captioning. CS 121312009 MMo
Rep apologized for incidence and thanked customer for 10:55:00 AM
feedback. Explained how captions are generated using voice
recognition technology. Feedback as received was
documented. Cuslomer Service Representative suggested
customer documenlthe date, time and in particular the CA
number of any future problemaUc calls In order thel Cuslomer
Service may forward call log data to Call Center for quality
control and10 lake specifio aelion YJilIflhe-CA ca~tlcinlng the
cetl.

155704 12/1/2009 10:15:00AM Service NA 11030 Accurecy of captions Customer shared feedback regarding accuracy 01 captions. CS 121112009 MP
Rep apologized for Incidence and thanked customer for bOnging 10:30:00 AM
their experience to our attention. CS suggested customer
document the date, lime and CA# of any future calls to ellow u
10 lake specific action w~h the CA captioning the call.

155711 121112009 10;15:00 AM Service NA 11010 Answering machine Shered tips with customer 10 help maximize success of 1211,.009 MP
message relrieval answering machine message relrieval. such as holding the 10:45:00 AM

handset at closer or further away from the answering machine
speaker.

15511 121312009 8:00:00 AM Product NA 33110 Dialing Issue -Usln9 Pulse Advised customer 10 change phone salling from pulse 10 tone. 1213J20098:10:oo RC
inslead ofToneorTon. This resolved cuslome(s experience. AM

15741 12/9,.009 9:25:00 AM Service NA 11090 Service - General CSR advised customer who exparienced delay beyond tha 1211012009 KW
nOlll1ln gelling acaptionisl on 1219109 that the Captioning 9:30;00 AM
Service is open 24 hours a day, seven days aweek. Including
holidays. CSR noted that on 1219109 the CapTal Call Cenlers
were operational, despite a 15 Inch blizzard and bus services
curialied. The Govemor declered a stale of emergency due 10
the slolll1. The centers were staffed with captionlsls, but the
walt time for an operator may have .been aliltle longer then
usuel due to lhese circumstances. CSR apologized for the
Inconvenience. Customer noted gralltude at having service
despite the unusual weather conditions,

158511 1211512009 4:15:00 PM Product NA 33110 Dialing Issue -Using Pulse Advised customer to Ilhange phone setting from tone to pulse. 1211512009 ST
Inslaad of Tone or Tone This resolved ouslome(s experience. 4:25;00 PM

16347 111512010 11:55:00 AM Product NA 33070 Dialing/Setup - Dialing Cus!ome(s helper reporied inabillly 10 use the CapTel phone I 111512010 JR
Prefix ::~:~i: setting. CSR advised proper programming of dialing 12:15:00 PM

outbound captioned calling. Confirmed this adjustmenl
Ived custome(s experience.



PA PUC Docket No. M·2010·2182387

Tracking # Data of TlmaofCali Agency State Aganl# Category # Natura ofComplaint ExplanatIOn of Resolulion or Status Date Resolved Rap.
Complaint Program of Complaint Inilials

16735 21812010 8:40:00 AM Procluct NA 33050 Dial Tona· Not heard CUSlomer'S neighbor reportacl no dial tone. CSR advisad a 218120108:45:00 JL
physical resel This resolvaclthe customefs experiance. AM

16746 21812010 1:00:00 PM Service NA 11030 Accuracy of captions Cuslomer sharad faadback regarding accuracy or captiOrnl on 218120101:15:00 MF
har caUs bul d1c1 not provida specific call data for us to PM
Investigate and follow up with Call Cantar pa..annel. CSR
suggasled lhsl if cuslomer can provide us with the dete. time
and CM of any future calls this will allow us to leka specific
action with the CA captioning the call. CSR thankad customer
for expressing her concern and customer acknowlaclgacl sha
understood whal we naad for us to follow up, if customar
wishes. Customer has not provldad any additional datall.

16856 211512010 11:30:00 AM Product NA 33050 Dial Tone· Nat heard Customar reported no dial tone. CSR advisacla physical resa 211512010 Jl
This resolved the customefs axpenance. 11:40:00 AM

171551 31312010 10:20:00 AM Product NA 33050 Dial Tone· Not haard Customefa daughtar callad refarenclng lack or dial tone on 3117120109:30:00 MMo
CapTel2oo. CSR advised parties to perform physical and AM
electronic raselting of tha phona and/or lest phone at an
allemata wall jack. CSR offeracllo wort< with a third party at
custamafs location, however. customer declined to further
troubleshoot at this lima.

174961 312212010 3:30:00 PM Product NA 33050 Dial Tona· Not haard Cuatamafs halper reportad thallhe CapTel phone is unable t 3122120103:45:00 KS
pIece olJ!golng captioned calls. CSR advised physical raset a PM
the CapTel. which resolved custamafs expenence.

17599 312912010 10:00:00 AM Product NA 33080 Dialing lasua • Cen't dlel Meneger et customefs living fecility callad and slated that 312912010 MP
out in caplion moda customer Is unabla to make calls from har CapTel phone. CSf 10:20:00 AM

advised the manager 10 perfonn an elecfronlc reset of the
CapTel phone. Confirmed this resolved customefs expelienc

17612 312912010 2:55:00 PM Product NA 33080 Dialing Issue· Cen't dial Customefs daUghter reported Inabllily 10 dial nul During 3129/20103:00:00 TJ
out In caption mode troubleshoollng, Ihe issue corrected itself and customer PM

confinned successful outbound capUoned call.

17757 41712010 10:15:00 AM Product NA 33050 Dial Tone - Not heard ~;;::efs deughter called and stated that thera was no dial 4171201010:30;00 MP
eon customef. CapTel phone, only a faint buzzing. CSR AM
. dcuslornefs daughler to pelfonn a physical reset of the

CepTel phone. Canfinned this resolved customefs experienCE

17774 41812010 8:15:00 AM Service NA 11030 Mcuracy of capUons Customer stetes they like thelrCepTel phone but sometimes 418120108:35:00 MF
she neacls 10 "reed between the lines." CSR explalnacl how AM
caplions are produced using voice recognition and how word
correcllons are inserted In brackets. CSR sharecl how words
thel sound the seme could be..!lenerated. CSR recommended
thet the cuslomerdocument the CA#. dales, times. and speeln
examples of calls where she had dlMcullles with the accuracy of
her captions.

17929 4/1612010 4:20:00 PM Producl NA 33050 Dial Tone· Nol heard Customer reported no dial tone. CSR advised cuslomer to do a 4/18120104:30:00 TJ
physical reset. Confinned this resolved Issue. PM

17982l 4/2112010 10:00:00 AM Technical NA 22090 DisconnectiReconnect Customefs friend Indicaled lhst she is experiencing 412112010 MF
during calls disconnections end interference on CapTel captioned cells. 10:25:00 AM

CSR senl customer Information explaIning the difference
between aCapTel and a tradltionel phone. Explainacllo
customer why disconnecVreconnect might be occurring and
sent email with tips to reduce their occurrence. Also advlsacl
how the use of call wailing with e1·lIne CapTel phone can
contribute to disconnecVrecornecllncldences.

17989\ 412112010 12:45:00 PM Product NA 33080 Dialing Issue· cen' dial Customefs nephew called and stataclthey had had abad stann 412112010 KW
oulln caplion mode and now the CapTel has a lit up streen thai Is '1rozen"ln the 12:50:00 PM

'Waillng for ceptions" mode. CSR edvlsed customer to pelfor
aphysical reset of lhs CapTel phone which resolved the
cuslomefs expelienca.

18509 512412010 9:00:00 AM Product NA 33050 Dial Tone· Not heard <;ustomefs daughter repartacl there was no diel tone on the 5124120109:10:00 Jl
CapTal. She perfonned a physlcel reset and Issue was AM
resolved.


